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TOOLS & RESOURCES



4

• Visit www.CoveredCA.com

• In the footer, click 
“Enrollment Partner & 
Agent Resources”

• Click “Partner Tool Kit” for 
all Tool Kits

• Click “2019 Renewal Tool 
Kit”

Tools & Resources: What You Need to Know

http://www.coveredca.com/
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CCSB Service Center Phone: 
(855) 777-6782, shop@covered.ca.gov

Hours of Operation: 
Monday thru Friday
8:00 a.m. to 5:00 p.m. 
Saturdays and Sundays, Closed

Tools & Resources: Service Center

Service Center Hours of Operation>>

Agent Service Center Phone: 
(877) 453-9198, agents@covered.ca.gov

CEC/PBE Help Line Phone: 
(855) 324-3147 

Hours of Operation: 
Monday thru Friday
8:00 a.m. to 6:00 p.m. 
Saturdays and Sundays, Closed

mailto:shop@covered.ca.gov
http://hbex.coveredca.com/toolkit/webinars-briefings/downloads/Service_Centers_Hours_Of_Operation.pdf
mailto:agents@covered.ca.gov
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Tools & Resources: Field Operations & Account Service Teams 

Click here for full map >>

http://hbex.coveredca.com/toolkit/webinars-briefings/downloads/Regional-Staff-FINAL.pdf
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Tools & Resources: Briefings & Alerts

Agents –

Agents@covered.ca.gov

Community Partners –

OutreachandSales@covered.ca.gov

mailto:Agents@covered.ca.gov
mailto:OutreachandSales@covered.ca.gov
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Covered California Website “Find Local Help to Enroll”

Tools & Resources: Bringing Consumers To You

Covered California Storefront Program and Storefront Application

Covered California Events Web Page and Propose an Event

http://www.coveredca.com/get-help/local/
http://storefronts.coveredca.com/BecomeAStorefront/
http://storefronts.coveredca.com/BecomeAStorefront/
https://coveredca.custhelp.com/app/events/admin/propose
https://events.coveredca.com/add-events/
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Tools & Resources: 2019 Sign-up Collateral

Paper Calculators (13 languages available): 

• Live on website >>

• Live on Print Store >>

Enrollment Guide & Now That You’re Enrolled 
Brochure:

• English and Spanish Live on website >>

• English and Spanish Live on Print Store >>

http://hbex.coveredca.com/toolkit/PDFs/Paper_Calculator/OE5_Paper-Calculator_English-and-Spanish-(Interactive).pdf
http://hbex.coveredca.com/toolkit/collateral.shtml
https://360.kpcorp.com/coveredca/Login.aspx
http://hbex.coveredca.com/toolkit/collateral.shtml
https://360.kpcorp.com/coveredca/Login.aspx
http://hbex.coveredca.com/toolkit/PDFs/Enrollment_Guide/OE5_Enrollment-Guide_English-(Interactive).pdf
http://hbex.coveredca.com/toolkit/PDFs/OE4_NTYE_Rollfold-(english).pdf


2019 SIGN-UP & RENEWAL JOURNEY
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2019 Benefit Year: 11 Health Plan Carriers
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2019 Benefit Year: 2019 Sign-up & Renewal Dates

Timeframe Effective Date of Coverage

October 15, 2018 – December 15, 2018 January 1, 2019

December 16, 2018 – January 15, 2019 February 1, 2019

2019 Sign-ups:

IMPORTANT NOTE:

Consumers can make changes to their application and/or plan 
selection during the 2019 Sign-ups for the 2019 benefit year

The start date may change based on the plan selection dates

Timeframe Effective Date of Coverage

October 1, 2018 – December 15, 2018 January 1, 2019

Renewals:
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RENEWAL: What You Need to Know

▪ 9/5/18: 

✓ Sales Kick Off 

Meetings Starts

▪ 10/1/18:

✓ Active Renewal Starts

▪ 10/2/18: 

✓ Sales Kick Off 

Meetings Ends

▪ 10/15/18:

✓ 2019 Sign-up Starts

▪ 10/31/18: 

✓ Passive (Auto) 

Renewal Begins

▪ 12/16/18:

✓ Renewal Ends at 

12:01am

▪ 1/15/19:

✓ 2019 Sign-up Ends

September October November December January

▪ 9/24/18:

✓ R18.9 Go Live

▪ 10/1/18: 

✓ 2019 Plan 

Information loaded to 

the Shop & Compare 

Tool 

▪ 10/1/18-10/23/18: 

✓ Sends Renewal 

Notice (NOD 12 a, b, 

c, and d)

▪ 10/2/18: 

✓ Renewals sent to 

Carriers Begins

▪ 11/8/18-11/16/18: 

✓ Bus Tour 1

▪ 12/16/18: 

✓ Renewals sent to 

Carriers Ends

▪ 1/9/18 -1/15/18: 

✓ Bus Tour 2 

Sign-up Period: 10/15/18 through 1/15/19

Renewal Period: 10/1/18 through 12/15/18
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RENEWAL: Active vs. Passive

Renewal Type Definition CalHEERS Outcome Start Date End Date

Active

Consumer actively makes a change 

(changes plans or reports a change) 

during the Renewal period for the 

upcoming plan benefit year.

CalHEERS accepts the 

changes and renews the 

consumer’s eligibility and 

enrollment for the upcoming 

plan benefit year. 

10/1 12/15

Passive

Consumer does not make a change

during renewal to the application 

information or the health plan. 

CalHEERS automatically 

renews the consumer’s 

eligibility and enrollment for 

the upcoming plan benefit 

year. 

10/31 11/21
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RENEWAL: Consent for Verification Notice

• August 8-15, 2018: Mailed the 

Consent for Verification 

“CalNOD11” to members who 

need to provide consent.

• Members need to provide 

consent to Covered California to 

keep their Advanced Premium Tax 

Credit (APTC) for the 2019 benefit 

year.
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RENEWAL: Consent for Verification Tips

Review the Consent for Verification Notice & Consent for Verification Quick Guide for 

more information.

• Update consumer’s account contact 

information!

• Residence (Mailing) address

• Email

• Phone number 

http://hbex.coveredca.com/toolkit/webinars-briefings/downloads/Consent_for_Verification_Notice_NOD11.pdf
http://hbex.coveredca.com/toolkit/webinars-briefings/downloads/Consent_for_Verification_Quick_Guide_Final.pdf
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RENEWAL: Notice “CalNOD12”

Mid to Late September 2018 – Health Plans mail 

renewal notices to members.

Early to Mid-October 2018 – Covered California 

mails the first batch of renewal notices to members 

who are in an enrolled or pending status. All 

batches will be mailed by November.

Passive Renewal – starts 30 calendar days from the 

date of the Renewal Notice “CalNOD12”
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RENEWAL: Reminders

Shop during Renewal – complete plan selection 

by December 15, 2018 for a January 1, 2019 

effective date of coverage.

Missed the 30 day passive renewal period?

Shop during the 2019 Sign-up season –
complete plan selection by January 15, 2019 for 

a February 1, 2019 effective date of coverage –

standard “start dates” rules apply. 
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RENEWAL: MAGI Medi-Cal Redeterminations

Annual Redetermination Date: 12 months from the date of the initial Medi-

Cal eligibility determination.

Redetermination Notices: Sent by local county Medi-Cal offices to consumers. 

Mixed Households (CCA & Medi-Cal members): 

• Application changes are to be completed at the county; NOT by Covered 
California Certified Enrollers (Agents, CECs, CACs, PBEs, SCRs, etc.) 

• Plan Selection help can be completed for the Covered California portion of 
the enrollment by the county and Covered California Certified Enrollers only 
AFTER the county has updated the application with the household changes.
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RENEWAL: Change Health Plan Carrier – New PCP

Reminder: Members RENEWED into a NEW carrier health 

plan (actively or passively) will be ASSIGNED a new primary 

care physician (PCP) by the new carrier REGARDLESS if the 

member’s current PCP is in the new carrier’s provider 

network. 

HOW CAN YOU HELP?
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RENEWAL: Assisting with PCP Selection

MEMBER’S OPTION: MEMBER’S ACTION :
2019 BENEFIT YEAR PCP 

ASSIGNED

STAY with the new PCP 
assigned. 

Do nothing.
Assigned the new carrier 
selected PCP.

CHANGE the new PCP back to 
the current PCP if the PCP is 
currently in the network

Call the carrier right away to 
change the PCP back to the
current PCP.

Re-assigned the current 
2018 PCP if the PCP is in the 
network.

SELECT a new PCP in the 
network.

Call the carrier right away to 
select a new PCP.

Assigned the member 
selected PCP. 
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Reminder: Binder Payment 

➢ New members must submit a BINDER payment when enrolling. 

➢ Renewing members must submit a NEW BINDER payment when changing carriers or 

changing to or from HMO/PPO/EPO, even within the same carrier. 

✓ Must ensure their auto-pay settings adjust to the new premium amount. 



COVERED CALIFORNIA POLICY REMINDERS
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Policy Reminders: Restoring APTC After Late Consent

• Advanced Premium Tax Credit (APTC) will be restored  
back to January 1 of the plan year, when the 
consumer calls to request it
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Policy Reminders: Rules on Grace Periods

• Current regulations allow a 3 month grace period for subsidized 
enrollees (30 days for unsubsidized) who fail to make a payment 
after their binder payment

• A new “binder” is not needed to start a new plan year if the 
consumer is renewing into the same carrier and the same 
product or plan
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Policy Reminders: Reinstating Consumers After Terminations

• Common reasons for plan termination

➢ Consumer request 
➢ Non-payment of premium
➢ Loss of eligibility
➢ Erroneous termination 

Reinstating Enrollment After Termination
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Policy Reminders: Retroactive Enrollments

• When there is a coverage gap of two or more months, full 
outstanding premium must be sent for retroactive 
enrollment.  

• Partial payments toward the outstanding premium will be 
applied to prospective coverage in a new policy (and mean a 
gap in coverage), unless the carrier and consumer agree on a 
different payment plan.
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Policy Reminders: New Qualifying Life Event (QLE)

Covered California has added a new QLE for Special Enrollment

• Federal or California State of Emergency is a Qualifying Life Event 

✓ In the online application select drop-down menu select “Other”
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Policy Reminders: Overage Dependents

Each year Covered California removes dependents over age 26 
who are not disabled adult children prior to the start of the 
enrollment season.

Allowed to enroll in a health plan together:
• Subscriber spouse or registered domestic partner
• Child(ren) - natural, adopted, step-children, and other tax 

dependent children under age 26 to whom the Subscriber 
is custodian/guardian/parent.
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Policy Reminders: Overage Dependents (cont.…)

May be on application together

• Over-age tax dependents (including adult children, 
grandparents, and others) can be on the same application, but 
must enroll into a separate plan as a custom grouping in the 
application.  

Requires a separate application

• Non-tax dependents must be on their own application, in their 
own plan.  



CalHEERS RELEASE 18.9 
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CalHEERS Release 18.9: Understand the Update

• All Covered California cases in Renewal mode will have access to report a 

change for the current benefit year

• For consumers who elect to terminate participation after Active or Passive 

renewals, they will be prompted to confirm if they also intend to 

discontinue/terminate the enrollment for the next benefit year

• CalHEERS will allow consumers with a Qualifying Life Event (QLE) to apply for 

current year coverage from Sign-up start date through 12/31/2018 – no longer 

required to contact service center

Renewal Consumer Journey updated to improve Consumer Experience
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CalHEERS Release 18.9: Understand the Update

2019 Renewal Screens added for Mobile Device
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CalHEERS Release 18.9: Understand the Update

2019 Renewal Messages added to the Account Home page
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CalHEERS Release 18.9: Understand the Update

Updates to plan selection pages to promote ease of selection

• Provider Network 

displays first 

• Formatting

enhancements
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CalHEERS Release 18.9: Understand the Update

Income begin and end 
dates have been added 
to the application
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CalHEERS Release 18.9: Understand the Update

Income History has 
been added for 
reference
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CalHEERS Release 18.9: Understand the Update

Updated look and feel to remaining Online Application Pages

• Forgot Password and Username 
popups

• Consent for Verification Pages
• My Profile Pages
• Discontinue CCHIP pages
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CalHEERS Release 18.9: Understand the Update

Administrative Staff Approval Notices (CalNOD68) will now be available in PDF format!

• All Agency Managers will get a copy of the approval notice delivered to their secure inbox when Admin Staff are 

approved by the Agent Admin Team

Agent Certification Notice (CalNOD66) has been updated!

• Agency Legal Business Name is now displayed in a separate line to avoid truncation

Renewal Notice (CalNOD12) has been updated!

• Agent business address will be displayed for the agent location, instead of the agent correspondence address
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QUESTIONS

OutreachandSales@covered.ca.gov
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THANK YOU!

OutreachandSales@covered.ca.gov


